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Summary  

Business concept  
Current situation  
Key success factors  
Financial situation/needs  

 
Vision & Mission 

Vision statement  
Mission statement  

 
Operations  

Key personnel – enterprise level 
Organizational structure – enterprise level 
Customer service/support  
Complaint resolution process  
Performance measures  

 
Customers 

Customer segments  
Customer needs  
 

Products/services  
Product/service description  
Classification of products/services (Utility, Marketplace) 
Rationale for product/service classification 
Evaluation of products/services (comparable costs elsewhere in government / private sector) 
Level of Service 
Process for evaluating future products/services  

 
Creating the financials of the business plan  

Assumptions and comments  
Funding sources 
Revenues / Expenditures  
Rate adjustment process  
 


